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95% of purchase decision-
making takes place in the
subconscious mind
  

“How Customers Think”

— Gerald Zaltman, Harvard Business School

”
“ 
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Decision Defaults
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Use decision defaults in your mail to:

1. Make it stand out

2. Make it about the target

3. Make it easy to understand

4. Make people feel ownership

5. Make people feel confident
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#1. Make it stand out:

      Von Restorff Effect
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BMW Reimbursement Center
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Make your piece different                 

than the rest of the day’s mail

ACTION:
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Consider die-cut shapes, scents,       

and sounds

PRO Tip:
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#2. Make it about the target:

      Implicit Egotism
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At Cambridge Trust…

A relationship with 

Cambridge Trust…

I’d be delighted to meet…
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At Santander, we believe you should 

be rewarded for your complete 

banking relationship. 

That’s why we created Santander 

Premier Checking. 

We’re so confident you’ll love…
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Saving more is simple 

when you rely…

In just minutes you 

can apply for a…

You can choose…

No hassles
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You take your savings 

seriously, and so do we. 

With a 360 Money Market 

account from Capital 

One, you’re in for some 

serious savings growth.
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ACTION:

Make it about your customers and 

prospects, not about your company
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PRO TIP:

Use data to customize/personalize
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#3. Make it easy to understand:
  Picture Superiority Effect
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— 67% vs. 97%, 
     Cornell University          
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Use images because they are   

processed faster than words

ACTION:
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PRO TIP:

Strategically use eye gaze                          
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— Richard Thaler

#4. Make people feel ownership:

      Endowment Effect
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Present this 

certificate to receive 

a bonus of $500 

when you open a 

new ATM Rebate 

Checking account.
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25

25,000 

membership 

rewards points 

welcome offer
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…combined balances are below the amount required…

In order to continue to enjoy Diamond Tier benefits, your 

balance would need to to meet the three month combined 

average daily balance minimum…
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Give people something                            

or remind them of what they have

ACTION:
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PRO TIP:
Send part of something and bring the  

rest to a meeting                          
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#5. Make people feel confident: 

      Social Proof            
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What’s trending 

across Boston:
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Tell people others have already done 

what you want them to

ACTION:
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PRO TIP:
Flag most popular/fastest growing                          

Inside: What you 

should know about 

one of the fastest-

growing health plans 

in Massachusetts
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RECAP

1. Von Restorff Effect

 2. Implicit Egotism

3.  Picture Superiority Effect

4.  Endowment Effect

5.  Social Proof
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“This is a must read 

for anyone who wants 

to drive engagement, 
sales, and growth”
- Jay Schwedelson



THANK YOU!

FREE Behavioral 

Science Cheat Sheet

Nancy.Harhut @nharhut Nancy Harhut
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